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ABSTRACT 
Rury Nugraheni (1501260), Pengaruh E-Service Quality dan Perceived Value 
terhadap Customer Loyalty (Survei Pada Pelanggan Online Retail Alfacart Di 
Jawa Barat), dibawah bimbingan Drs. Bambang Widjajanta, MM dan Dr. Puspo 
Dewi Dirgantari,  M.T., M.M. 
 
   
At this time, the retail business in West Java continues to experience growth so rapidly. 
There are many types of retail business to develop, one of which dominates that of the 
retail business, a grocery / convenience store. The number of retail convenience store 
becomes a consideration for customers in making spending choices. Increasing 
competition between one store with another store requires the company to innovate in 
order to survive in the market. Shifting the shopping behavior of today's society who 
expect the convenience of shopping online has also become one of the solutions for the 
retail grocery / convenience store. Alfacart as one of the company O2O is required to 
continue to innovate and further strengthen the strategy in marketing, so that customer 
loyalty can be maintained. Customer loyalty can be created through the e-service 
quality and perceived value. This study aims to (1) an overview of e-service quality 
and perceived value on customer loyalty, (2) the influence of e-service quality on 
customer loyalty, (3) the influence of perceived value on customer loyalty, (4) the 
influence of e-service quality and perceived value towards customer loyalty. This type 
of research is descriptive verification. The method used is simple random sampling 
with sample size of 200 respondents. The analysis technique used is the analysis of 
Structure Equation Model (SEM) using the program AMOS 22 for Windows. The 
findings of this study indicate that e-service quality in the category good enough, 
perceived value is in the good category and customer loyalty in the category good 
enough. In this study also found that e-service quality and perceived value have 
positive and significant influence to customer loyalty. In an effort to increase customer 
loyalty towards e-service quality and perceived value, the company must constantly 
improve the quality both in terms of innovation sites and applications, better service 
to every consumer, as well as holding special offers periodically. So the expected e-
service quality and perceived value can be considered more and controlled directly by 
the company in improving customer loyalty. 
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ABSTRAK 
Rury Nugraheni (1501260), Pengaruh E-Service Quality dan Perceived Value 
terhadap Customer Loyalty (Survei Pada Pelanggan Online Retail Alfacart Di 
Jawa Barat), dibawah bimbingan Drs. Bambang Widjajanta, MM dan Dr. Puspo 
Dewi Dirgantari,  M.T., M.M. 
 
   
Pada saat ini, bisnis retail di Jawa Barat terus mengalami pertumbuhan yang begitu 
pesat. Terdapat banyak jenis bisnis retail yang berkembang, salah satunya yang 
mendominasi yaitu bisnis retail minimarket. Banyaknya retail minimarket menjadi 
sebuah pertimbangan bagi pelanggan dalam melakukan pilihan belanja. Semakin 
ketatnya persaingan antar satu toko dengan toko lain mengharuskan perusahaan untuk 
berinovasi agar bisa bertahan di pasar. Pergeseran perilaku belanja masyarakat saat ini 
yang mengharapkan kemudahan berbelanja secara online juga menjadi salah satu 
solusi bagi para retail minimarket. Alfacart sebagai salah satu perusahaan O2O 
diharuskan untuk terus berinovasi dan semakin memperkuat strategi dalam pemasaran, 
agar customer loyalty dapat dipertahankan. Customer loyalty dapat tercipta melalu e-
service quality dan perceived value. Penelitian ini bertujuan untuk (1) gambaran e-
service quality dan perceived value terhadap customer loyalty (2) pengaruh e-service 
quality terhadap customer loyalty (3) pengaruh perceived value terhadap customer 
loyalty (4) pengaruh e-service quality dan perceived value terhadap customer loyalty. 
Jenis penelitian yang digunakan adalah deskriptif verifikatif. Metode yang digunakan 
simple random sampling dengan ukuran sampel sebanyak 200 responden. Teknik 
analisis yang digunakan adalah analisis Structure Equation Model (SEM) dengan 
menggunakan program AMOS 22 for Windows. Hasil temuan penelitian ini 
menunjukkan bahwa e-service quality berada pada kategori cukup baik, perceived 
value berada pada kategori baik dan customer loyalty berada pada kategori cukup baik. 
Pada penelitian ini juga ditemukan bahwa e-service quality dan perceived value 
memiliki pengaruh yang positif dan signifikan terhadap customer loyalty. Dalam 
upaya meningkatkan customer loyalty terhadap e-service quality dan perceived value, 
pihak perusahaan harus senantiasa meningkatkan kualitas baik dari segi inovasi situs 
dan aplikasi, pelayanan yang lebih baik kepada setiap konsumen, serta mengadakan 
penawaran khusus secara berkala. Sehingga diharapkan e-service quality dan 
perceived value dapat diperhatikan lebih lanjut dan dikendalikan secara langsung oleh 
perusahaan dalam meningkatkan customer loyalty. 
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